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Figure 1. Chatbot workflow.
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Figure 2. Image of Lightning Bot.




Figure 3. Main areas of chatbot questions received from March 14 until the end of the Spring semester (January-May 2020). 


[image: Bot] Hi, I am the Lehman Lightning Bot! 
[image: Bot]I am a virtual assistant and can answer your most common questions. 
[image: Bot]For help from a librarian to find journals or articles for research, please use our 24/7 Library Chat
[image: Bot] How can I help you?
[image: User with solid fill] My class is supposed to meet in the library today, do you know where?
[image: Bot]It doesn’t seem that I have the exact information you are looking for. Perhaps some of the information below may help?
· COVID-19 Library Resources
· How to Request a Librarian Meet with a Class
· Library: Class Schedule
[image: User with solid fill] I’m in LEH 100. Do you know which room we will meet in today?
[image: Bot]It doesn’t seem that I have the exact information you are looking for. Perhaps some of the information below may help?
[image: Bot]Faculty can request that a librarian meet with their class by using the Faculty Request for Library Instruction Class form.
[image: User with solid fill] I don’t know how to find which classroom.
[image: Bot]Well, it looks like I’m stumped.
[image: Bot]Please fill out the form below and we’ll get back to you soon. To speak to a librarian, click the message below:
[image: Bot]Ask a librarian
[image: Bot]Your message: ________________
[image: Bot]Sorry! I'm doing my best and getting a little smarter every day.
Figure 4. Example of a chatbot session transcript.



Figure 5. Distribution of chat sessions. 



Total	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	2020	2021	2022	536	691	669	384	320	616	641	582	389	336	319	490	414	411	346	279	255	459	447	421	376	305	450	491	131	


Total	Off-Campus Access	Reference	Textbooks	9	10	6	
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